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ABSTRAK 
 
PERAN KOMITMEN ORGANISASIONAL DALAM MEMEDIASI EFEK STRES 
KERJA, LMX, DAN PERSEPSI DUKUNGAN ORGANISASIONAL PADA 
KUALITAS PELAYANAN 
(Studi pada Karyawan dan Pelanggan Industri Perhotelan di Surakarta) 
 
Oleh:  
NABIEL SUNGKAR 
F0211073 
 
 
 
Penelitian ini bertujuan untuk menguji pengaruh stres kerja, LMX, persepsi 
dukungan organisasional, komitmen organisasional pada kualitas pelayanan dan 
menguji peran komitmen organisasional dalam memediasi efek stres kerja, LMX, 
persepsi dukungan organisasional pada kualitas pelayanan. 
Penelitian ini dilakukan pada karyawan dan pelanggan hotel berbintang empat di 
kota Surakarta yaitu Hotel Aston, Hotel Megaland, dan Hotel Sunan. Sampel yang 
digunakan dalam penelitian ini sebanyak 107 karyawan dan pelanggan. Penentuan 
sampel dilakukan dengan mengunakan teknik convenience sampling. Teknik 
analisis data dalam penelitian ini menggunakan metode path analisis. 
Hasil penelitian ditemukan bahwa stres kerja, LMX, dan persepsi dukungan 
organisasional secara signifikan berpengaruh pada komitmen organisasional, dan 
komitmen organisasional secara signifikan berpengaruh pada kualitas pelayanan 
serta komitmen organisasional memediasi secara penuh pengaruh stres kerja, LMX, 
persepsi dukungan organisaional pada kualitas pelayanan. 
 
Kata kunci : Stres Kerja, LMX, Persepsi Dukungan Organisasional, Komitmen 
Organisasional, Kualitas Pelayanan 
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ABSTRACT 
 
THE ROLE OF ORGANIZATIONAL COMMITMENT IN MEDIATING EFFECTS OF 
JOB STRESS, LMX, AND PERCEIVED OORGANIZATIONAL SUPPORT           
ON SERVICE QUALITY 
(Studies in the Hospitality Industry Employees and Customers in Surakarta) 
by: 
NABIEL SUNGKAR 
F0211073 
 
 
 
This study aimed to examine the effect of job stress, LMX, perceived organizational 
support, organizational commitment to service quality and examine the role of 
organizational commitment in mediating the effects of job stress, LMX, perceived 
organizational support on service quality. 
Research was conducted on employees and customers of the four-star hotel in the 
city of Surakarta namely Aston Hotel, Megaland Hotel and Sunan Hotel. The sample 
used in this study were 107 employees and customers. The samples were carried 
out by using a convenience sampling technique. Data analysis in this study using 
path analysis 
Results of the study found that job stress, LMX, and perceived organizational 
support significantly affect on organizational commitment, and than organizational 
commitment significantly affect on service quality, as well as organizational 
commitment fully mediates the effect of job stress, LMX, perceived organizational 
support on service quality. 
 
 
 
Keywords : Job Stress, LMX, Perceive Organizational Support, Organizational 
Commitment, Service Quality 
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